



3.1. Research Method 
In this research, the researcher isusing quantitative approach, since customer 
loyalty can be measurable by collecting data. Three main purposes of descriptive 
quantitative research are to describe, explain, and validate findings. Description 
emerges following creative exploration, and serves to organize the findings in 
order to fit them with explanations, and then test or validate those 
explanations(Kratwohl & David, 1998). Variables need to be described in such a 
way to give the reader an insight intothe correlation between all variables and the 
final result. The research will be conducted on the customer of the four biggest 
distros in Malang, which are Inspired27, Sch, Nimco, and 3Second. Statistically, 
Inspired27 is one of the most profitable and well-established distros in Malang. 
To analyze the data, Microsoft Excel and Windows SPSS program will be 
utilized.  
3.2. Location of the research 
Location of the research will be the main object to collect the data in real-time 
to find the result of the research. By focusing on one location, the researcher 
hopes the result will be able to be proven clearly and measurable. In this case, the 
location is Inspired27, Sch, Nimco, and 3Second distro, which is located in 
Soekarno Hatta street, near the Universitas Brawijaya. 
 
3.3. Population and Samples 
3.3.1. Population 
Population is a generalization of the region which consists of an object or 
subject that has quality and distinctive characteristic which chosen by the 
researcher to be analyzed and then, can be drawn as a conclusion(Sugiyono, 
2014). In this research, the population would be a customer of Inspired27, Sch, 
Nimco, and 3Second,which assumed to have experienced the social media 
marketing that conducted by their management, both online or offline.  
3.3.2. Sample 
Roscoe & John (1975) proposes the following rules of thumb for determining 
sample size: 
1. Sample sizes larger than 30 and less than 500 are appropriate for most 
research. 
2. Where samples are to be broken into subsamples; (male/females, 
juniors/seniors, etc.), a minimum sample size of 30 for each category is 
necessary. 
3. In multivariate research (including multiple regression analyses), the 
sample size should be several times (preferably 10 times or more) as large as 
the number of variables in the study. 
4. For simple experimental research with tight experimental controls (matched 
pairs, etc.), successful research is possible with samples as small as 10 to 20 
in size. 
Based on above explanation, in this particular research the non-probability 
purposive sampling method will be used considering the user of social 
media mostly are accessed by young and teenager people, but there will be 
also few adult correspondent which also frequently use social media in their 
daily activity. While purposive sampling is the type that mainly used. The 
main objective of purposive sampling is to produce a sample that can be 
considered representative of the population. In this research, for purposive 
method, researcher will give specific category for the audience, which is 
customer had to purchase at least twice, to be categorized as loyal customer, 
then the respondent have minimum age of 18 , because in this age, 
correspondent able to make their own decision to purchase a product. Based 
on previous explanation, it can be concluded that sample have to above 50 
people, based from 5 variables times by 10, to gain minimum representation 
for the data. In this research however, there will be 100 correspondent to be 
collected to gain a better sample accuracy. Questionnaire will be in form 
offline questionnaire.  
3.4. Type of Data 
This research would be using 2 type of data, which is primary data and 
secondary data, below is more explanation of the data: 
a. Primary data 
A primary data source is an original data source, which the data are collected 
firsthand by the researcher. Primary data can be collected in several ways. 
However, the most common techniques are self-administered surveys, interviews, 
field observation, and experiments. (Primary data would be collected directly 
from the survey that conducted offline. The survey is collected by fill the prepared 
questionnaire, which also consist of the identity of the subject identity, such as 
name, address, age, and gender.  
b. Secondary data  
Secondary data are the data collected by a researcher which is not related to 
the research, but rather use it for other purpose and give a new material to 
compare. As a result, utilizing existing data for research is becoming more 
prevalent, and therefore secondary data analysis. While secondary analysis is 
flexible and can be utilized in several ways, it is also an empirical exercise and a 
systematic method with procedural and evaluative steps, just as in collecting and 
evaluating primary data(Johnston, 2014). In this case, the secondary data will be 
collected from previous research, journal, or thesis. 
3.5. Data collection method 
In this research, there are twomethods to collect the data which 
arequestionnaire and literature review. 
1. Questionnaire  
Questionnaires can be classified as bothquantitative and qualitativemethod 
depending on the nature of questions. Specifically, answers obtained through 
closed-ended questions with multiple choice answer options andanalyzed using 
quantitative methods, and they may involve pie-charts, bar-charts, and 
percentages. Answers obtained to open-ended questionnaire questions are 
analyzed using qualitative methods, and they involve discussions and critical 
analyses without the use of numbers and calculations(Dukovskiy, 2016) 
2. Literature review 
Literature review is a comprehensive summary of previous research.The 
literature review surveys scientific articles, books, and other sources relevant to a 
particular area of research. The review should calculate, describe, summarize, 
objectively evaluate, and clarify the previous research.  It should give a theoretical 
base for the research and help the researcherdetermine the characteristic of the 
research.  The literature review acknowledges the work of previous researchers, 
and thus, assures the reader that the current work has been well conceived.  It is 
assumed that by mentioning a previous work in the field of study, the researcher 
has read, evaluated, and assimilated that work into the work at hand(Houston & 
Blanchard, 2019). 
3.6. Variable Definition 
Inordertocarryoutanymeasurement, it is important tothinkaboutvariables, 
thatis,different characteristics from oneanother,texttotext,orobjecttoobject(Mackey 
& Gass, 2005). Variables are very important in this research because of the nature 
of quantitative-descriptive itself. Next,it will be a calculation of how strong is the 
relation of each variable, how relevant are them, and many more. Below is the 
explanation of variables that will be used in this research.  
3.6.1. Research Variables 
In this research, there will betwo variables which are explained below: 
 
 
1. Independent Variable  
Independent variable or free variable is the variable that affects, or change 
medium, or the cause of emerging dependent variable (Sugiyono, 2008). In this 
research, the independent variables are social media marketingbrand awareness, 
brand trust and perceived value. 
2. Dependent variable  
Dependent variable or tied variable is the variable that affected or the result of 
the presence of independent variables (Sugiyono, 2008). In this research, 
customer loyalty act as independent variables. 
3.6.2. Variable operational definition 
To make a more detailed explanation of variables that will be used in this 
research, the variables now will be put forward in operational definition as 
references. There are three variables used in this research, which is social media 
(x1) and brand equity (x2) as independent variables, and customer loyalty (y1) as 







Table 3.1 Variable Operation definition 
No Variable  Operational 
Definition 










seeking ways to 
create value 
through this new 































1. I feel easy to 
choose my 
desired product 






2. I can compare 
the price easily 
between 
isnprd27 with 
another distro  
social media 
ethics 
1. I feel save 
from malware 







2. the online 
advertisement 
that conducted 






means the ability 
of a consumer 
could recognize 
and recall a 




1. I recognize 
the insprd27 









social media is 
more dominant 
than other distro 
advertisement 
Brand Recall 
1. I can easily 
know the 
inspired27 




2. Inspired27 is 
the first that 
come in mind 
when I think 




Brand trust can 
be defined as the 
willingness of 
the average 
consumer to rely 
on the ability of 
the brand to 
perform  its 
stated functions  Deliver stated 
promise 
1. Inspired27 













product value is 
the overall 













1. I feel 
Inspired27 
brand are very 
affordable than 






2. Discount at 
Inspired27 store 
are worth to buy 
Price equal 
quality 
1. The quality of 
Inspired27 
brand is equal 
with price that I 
paid 
  
2. Inspired27 is 
the only store 
where its quality 
worth to buy 
5 Customer 
Loyalty 





one or more 
brands in a 
product category 
expressed over a 




1. I willing to 
purchase again 












1. I will 
recommend my 
friend or relative 
to purchase the 
product of 
Insprd27 via 




succeed to make 
me as the loyal 
customer 
because of their 









other distro in 
malang city 
  
2. the service 
that provided by 
Insprd27 
through online 
and offline are 
much better than 
other competitor 
Source : Literature review 
3.7. Likert Scale 
To measure all of those variables, there is requirement to use a 
measurement instrument which formed as a statement based on each variable 
indicator, then that statement will be presented to the target audience by using 
questionnaire. In this research, there are four independent variables, which are 
social media, brand value, trust, and brand awareness, then 1 dependent variable, 
which is customer loyalty. The questionnaire will be measured by using Likert 
scale. Likert scale is the scale used to measure attitude, opinion, and perception of 
each individual or group about a social phenomenon (Sugiyono, 2008). In Likert 
chart, there will be 5 scales of the answer. Below is the Likert scale figure : 
Score Indicator 




5 Very Agree 
Source: Literature Review (2019) 
Figure 3.1 Likert scale 
3.7. Instrument test of research data 
3.7.1. Validity Test 
Arikunto (2010) stated that validity is a measure to show the validity level 
ofthe instrument. The instrument is valid if it can measure what the researcher 
wants. The high and low of the instrument validity show how far the data that has 
been collected does not deviate from the validity purpose in the first place.  
One way to determine the validityof the instrument is by correlating the 
scores with the total score. If each of the instrument has a positive result with the 
score above 0,3 then that instrument is assumed to have strong construct, and the 
opposite, if the instrument has a score below 0,3 then it is considered not valid 
(Sugiyono, 2008). 
3.7.2. Reliability Test 
Reliability is a critical quality of any test, whether it is a written test, a 
performance assessment or an informal observation or question. It provides the 
consistency that makes validity possible(Miller, Linn, & Gronlund, 2009)one 
measure of internal consistency is Cronbach’s alpha which a llows the rater to 
estimate the reliability and knows the score variance and the covariances among 
all its components(Crocker & Algina, 1987). An instrument can be reliable if it 
hascoefficient (α) bigger than 0,6. Based on Sugiyono (2008), to get the 
interpretationof the relation strength, there is a scale which can be used such as 
presented below. 
Table 3.2 Index of coefficient reliability 
No Interval  Criteria 
1 0,000-0,200 Less Reliable 
2 0,200-0,400 Quite Reliable 
3 0,400-0,600 Reliable Enough 
4 0,600-0,800 Reliable  
5 0,800-1,000 Very Reliable 
Source: Sugiyono (2008) 
3.8. Data Analysis Method 
In this research there arefour independent variables and one dependent 
variable, Multiple regression analysis will be used. Multiple Regression Analysis 
refers to a set of techniques for studying the straight- line relationships among two 
or more variables(Lintze & Jerry, 2007). Multiple regression estimates the β’s in 
the equation. The detailed method will be explained later.  
3.8.1. Classic Assumption Test 
The linear regression model can be assumed as a good model if they fulfill 
the classic assumption requirement. Testing of assumptions is an important task 
for the researcher utilizing multiple regression, or indeed any statistical technique. 
Serious assumption violations can result in biased estimates of relationships, over 
or under-confident estimates of the precision of regression coefficients (i.e., 
biased standard errors), and untrustworthy confidence intervals and significance 
tests  (Chaterjee & Hadi, 2006).Below are assumptions that required before doing 
linear regression analysis.  
1. Normality test 
Regression assumes that variables have normal distributions. They do not 
explicate which variables, in particular, they are referring to, but the implication 
seems to be that multiple regression requires that the predictor and/or response 
variables be normally distributed. In reality, only the assumption of normally 
distributed errors is relevant to multiple regression(Osborne & Waters, 2002). 
While based on Ghozali (2011), normality can be detected by seeing the scattered 
point at diagonal axis from the graphic or by seeing the histogram from their 
residual, with the basic of decision from: 
a. If the data scattered around the diagonal line, or the histogram graphic 
show normal distribution pattern, then the regression model fulfill the 
normality assumption 
b. If the data scattered far from diagonal or the histogram graphic, then the 
regression model doesnot fulfill the normality assumption 
2. Heteroskedasticity test 
Heteroscedasticity test has a purpose of finding the inequality variance of 
residual between each of observation in the regression model (Ghozali, 2011).If 
the variance from each observation to another observation residual is same, it is 
called as homoscedasticity. Furthermore, if it is the opposite, then it is called 
heteroscedasticity. The good regression model is the one which heteroscedasticity 
does not occurred. To find out the presence of heteroscedasticity, there is an 
analysis that needs to be conducted: 
a. If there isa certain pattern that formed as symmetrical custom shape such 
as wavy, widened, then become more narrow. Therefore, it is considered 
that the heteroscedasticity occurred. 
b. If there are no symmetrical pattern detected, then every dot is scattered 
above and below number 0 at the y-axis.Therefore, it can be concluded 
that heteroscedasticity does not occur. 
3. Multicollinearity test 
Multicollinearity test has the purpose of finding any correlation between 
independent variables (Ghozali, 2010). Multicollinearity occurs when the 
correlation is presented. Good regression problem should not correlate with the 
independent variables. The method to detect multicollinearity is Tolerance and  
Variante Inflation Factor (VIF). If tolerance < 0,1, multicollinearity occurs, and if 
VIF > 10, then that independent variable have a multicollinearity problem with 
another independent variable. In the opposite, the tolerance>0,1and VIF <10, then 
multicollinearity does not occur. 
3.8.2. Multiple Regression Analysis 
In this research, multiple regression analysis isused to determine the 
strength of the relationship between the independent and dependent variable.  
Regression analysis is a method for analyzing data ofordered pairs or groups. The 
data is usually plotted,one versus the other, and then modeled. The modelin a two-
dimensional case is thebest fit curve. Themodeling assumption is thebest fit line 
computed bythe least-squares method(Milton & Arnold, 1990). In this case, the 
(Y1) as the dependent variable is the customer loyalty, while social media 
marketing (X1), brand awareness (X2), brand trust (X3), and perceived value (X4) 
is the independent variable.  
The model for multiple regression analysis can be formulated in the figure below: 
Y: b0 + b1X1 + b2X2 + b3X3 + b4X4 
Below isthe explanation for each equation symbol: 
Y    : Customer loyalty 
b0   : Constant 
b1, b2, b3, b4  : Coefficient of each factor 
X1, X2, X3, X4 : Social media marketing, brand awareness,brand trust 
andperceived value 
After the result of the regression analysis is found, it is still needed to be 
tested to find the correlation of the regression coefficient, whether positive or 
negative from both partial or simultaneously way. It also needs to be concluded on 
how strong is the result of the regression analysis. 
  
